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June 25.2003 

E V E  K A H A O  GON7,ALEL 
Crnl.ml Counsel 

Ms. Marlene H.  Dortch 
Office of the Secretary 
Federal Communications Commission 
445 1 2 ' ~  Street, sw 
Room TWA325 
Washington, DC 20544 

Ms. Erica Myers 
Federal Communications Commission 
Consumer & Governmental Affairs Bureau 
445 1 2 ' ~  Street, sw 
Room 6-A432 
Washington DC 20544 

RE: TRS Consumer Complaint Log Summaries for June 1,2002 through 
May 31,2003Docket # 98-67 

Dear Ms. Dottch and Ms. Myers: 

The Louisiana Relay Administration Board (RAB) respectfully submits the enclosed complaint 
log alleging a violation of federal minimum standards as i t  relates to the provisioning of 
Telecommunications Relay Service. Hamilton Relay, with corporate offices located at 1001 12Ih 
Street, Aurora, NE 6881 8, is under contract with the Louisiana Relay Administration Board to 
provide Telecommunications Relay Service. 

Hamilton tracks all complaints and all other customer service activity for the RAB. The RAE3's 
complaint summary is associated with the following database categories: 

Ring No Answer 
Busy SignaUBlockage 

CA Typing Speed 
Relay Not Available 24 hours a day 



CATyping 

Failed to use recording feature to record answering machines, interactive response 
CA Hung up on the Caller 

recordings, etc. 
Failed to follow proper Emergency Call Handling Procedures 
Failed to offer or use proper Speech to Speech Call Handling Procedures 
Failed to offer or use proper Spanish to Spanish Call Handling Procedures 
VCO Break-Down 
HCO Break-Down 
STS Break-Down 
71 1 Problems 
ASCWBaudot Break-Down 
Line Disconnected 
Confidentiality Breech 
Replaced CA improperly in the middle of a call 
Carrier of Choice not Available/Other Equal Access problems 
Did not supply information on how to file a complaint with the FCC 

Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular mail, outreach 
events, at  the workstation, etc. Hamilton normally provides a resolution to all complaints within 72 
hours. The complaints enclosed are resolved. 

Please feel free to contact me at 800-256-2397 or Dixie Ziegler with Hamilton Relay at 800-61 8- 
4781 V/TTY with any questions regarding the above. 

With kindest personal regards, 1 remain 

Sincerely, 

Vanessa Caston LaFleur, Esq. 
Louisiana Relay Administration Board 



JUN 2 6 2003 

FGC - MAILROOM 

Louisiutiu Cotuplaitit Report 
6/1/02 1 0  s/3 1/03 

Service Cuiirpluin1.v--C,4 Hung 
[ , p  Ill1 Cullrr 

C'ur imic i~ called io ieporl that ( 'A  hung up o r  the Cusioiner. The Customer a lso  reportcd that 
11 iooh io ( ,  long l iw the CA io ansue! when she init ially called into ihe rclay. The Custoiiier 
declined ii l i ~ I l i n ~ - u p  call 

Inyuirc h i ' ,  6/1 1/02 
R w o r d  I t )  hh5X TIIS C'A ehplaincd t l ia! the ca l l  connecied in T r Y  mode, hut there was no respoiisr. The CA ~~. . . ... .. ., 

<id1 T u h m  fir Suprrvi,ww 
( : I  .lumhrr llYYF 
Ucyiiuded @I, Frcvh 
Rr.\prmvr lhre  6/11/02 
Rvwlutinrr 6/12/02 

waited 30 seconds thcii sent the greeting again. with s t i l l  no response from the T T Y  usel'. The 
C ' A  [hen  a i~snipled io connect iii alternative iiodes (VCO. HCO. Voice). The CA raised her 
llilg liii a supen  isor but the caller hung up. which was veritied a i  the worksta~ioii by ihe 
uuper\i\oi tin duty i i t  the time o i t h e  disconnect. In addition. the CA was counseled to ensure 
a11 proceduieh wcrc l i~ l lowed 

On 0 I I 03 ~ LKS u a s  in ciiinpliancc with the FCC rule thai states 85 perceni olall relay cal ls 
niiisl he ansuered wilhin teii seconds. (98"h of a11 cal ls were answered withiii ten seconds on 
t h i s  day I 

Service Conrpluiirr;--CA Hung 
1 p on Cfllles 

Cus~oinet called to rcpim that Ihc CA disconnected the Customer. The Customer stated rhar 
I h c  ( 'A  qui1 reqmiding altei~ giving tl ic CA tlic a r ra  ciidc. 

(.'ustotnet Scivice apologized for h e  incomenience and assured the Cusloiner i l ia t  tlie matter 
~ ~ i i u l d  hc i t i \cst i~ared. 

Rcwluiion Wl$/Il2 
C'uu io ino Service aiienipled io ietiini a call 10  the Customer: however. t l ie iiumhcr had hccn 
teiiiporaiily disconnecled 



Service C~inrplairi/.--(',4 Hung 
Up on Culler 

Inyuiw Dure 9/29/02 
Kcr.n,rl I I) -1110 

<',I \urnhe,- 1106 
Rc~spuudivl 61, Clivi\ T l i e  ( ' um i i i e r  harialtied i r i t l i  thc i i i l i ir i i iaiion given 

Ncwluiiion 9/29/02 

( ' t is l imier callcd ILI irt.pcrt tliai Iht. CA discnnnscted lhc voice pcrson and did nor relay the liisi 
mcssagr. ar i.equesied 

('tis1oinr.i Scn  ice apologized Io l l i c  Customer and explained tliat the CA had accidcntally seni 
tlic u i < i i i g  Iiol key.  l ~ l i e  \oicc person was  actually noi disconnecied as the C A  had indicated. 
'Tlic Cuwnhei~'> i i i e s q r  wiib l c f l  a s  requested. Id1 Tirhcii 81 Lciul < '1 

W'~,,pnrr.w IhlC' 9/29/02 

C ustimer reporicd i l ia1 die C'A had di\connected hei~ ca l l  after she asked the CA to dial a 
number l i r r i i i i  lie1 speed dial l is i .  She stated tlial ihc CA kept asking her to repeat. She askcd 
l l ic ('4 111 wai l  bur the CA sen1 "~ rha i ih  you bye CA XXXX SK" and disciiiinccted. 

C'usloinei Sen ICC apologized l n i~  Ihc iiicnnbenience and ilrsurcd the Cusloinrr thai thc incidenl 
u iu ld  be invesligaled 

I Iic ( ' A  esplairied Ilia1 shc proiiipred tl ie user lnr aiiiitlicr ca l l  hut there was no responsc. I'hc 
(4 sci i i  the proper 11171 key iind dihcniinected the call when ihcrc was s t i l l  no response. which 
wa,< \erilied a l  tlic \&orlistation by a super\isor on duty. The CA was couiiseled 10  ensure ihai 
a l l  procedurrs u r i c  l d l o u e d .  

l'lic Assi \ t i i i i l  Operalions Manager returned the Cusiomer's cal l  on I2112/02. 7~11~  Cusriiincr 
siared i l ia i  she ha\ irouhlc understaiidiiig the mechanics o f a  VCO ca l l  bur wil l  continue io use 
t h ~  relay The C'usioiiier \\'as otfcrcd a lioine visit bul declined. 1 lie Custiimcr was satisfied 
w i i l i  ihc i i i loii i iariuii gi\en.  

Service, Compluiri/s--CA Hung 
1 p on Culler. 

I r rwirc Dure 12/2'/02 

C u 4 w i e r  called 1 0  ieporl d i a l  tlic CA had disccmnected him. 

'lhc Cus1oint.r S t v i c e  Reprcseniative apologized Ibr llic incmveiiieiice and assured the 
('usioi i ici. tliat t l ic  iiicidenl would he i i iwsligaied. 

Rrc.o,rl ID  72  7.3 
ChIl Tirken BI. I'he CA cnplaii icd Ilidt the \o icc  usei'hung up on tlie caller. The C A  sen1 the proper hot Ley to 

C4 :Vunrher. 118i.M 
Re.>/inndn/ @I. ~Wit/r.iks 

Rerulurinri 12/29/02 

inhr i i i  ( l ie u5ei~. I ~ h c  ('usloinci. bccaiiic angly and hung up, which was \'erified a t  the 
wiirkslalinii by a supervisor 1x1 duly. Thc CA was ciiunsclcd IO ciisurc t l i a i  all procedures werc 
liil lo\rcd Rr.y)n,w Ihrc I 2/2 7/02 



Louisiaria Cotiiplaitit Report 
6/1/02 IO 5/31/03 

( 'usloinel  called rn report that C'A hung up on the Custonicr. The Custonier also rcported that 
il IwiL tiw long lor Ihc CA In ansu'ei u'licii she init ially called into the relay. The Custoiner 
dccliiicd a fol luu-up call. 

The C 4  explained that l l i e  cnl l  connected in T T Y  mode. bui Iherc was no response The CA 
vai ied j ( 1  rccoiids then seni ihe grceting again, ujith s t i l l  no respoiise from the T T Y  user The 
C ' A  llien aliemplcd t(> connect in a l l ema l i ve  modes (VCO. HCO. Voice). The CA raiscd hcr 
flag tor a super\'iaor but tlie callel- hung up. which was verified at the workstation by the 
siipervisor on  duly :II thc tiiiie of the disconnect. In addition. tlie CA was counseled to ensure 
i i l l  pwccdures were lollowcd. 

On h I I 0: 
iiiiis1 he 2iiisuJered within ien seconds. (9X'%/oofall calls were answered wiihin ten seconds on 

I,RS \ \as iii colnpliaiicc with the FCC rule thal slates 8 5  perceni o l a l l  relay cal ls 

1I11s day 1 

Scrvicr Conipluinrs--CA Hung 
1 ;I 011 CUllLV 

Inyuirc Dore X/I.V02 
Rword Ill 6868 

Cus lon i r i~  called to report t l ia r  the ('A disconnected Ihc Custcimci. Thc Cuatoinei stated that 
llic CA qui1 responding after giving the CA the area code. 

('tisiomer Ser! icc apnlogircd l i )r  ihc iiic(mvci1iciicc and assured thc Customer that the inat tc i  
\ruulJ he i t i v e s l i ~ a t e d .  

Revolu~iorr 8/14/02 
C'uhionici- Scr\ icc iil1ciiir)icd r o  i'cturn a call to tlic Customer; howwcr. the nunihci. liad been 



S ~ f n i r e  Coaiplaiizl.$--C,4 Hung 
1.b 011 Cllllrller 

Irryuhc, Dllll~ 12/12/02 

Custoiiici~ i~cpoflcd that the CA had disconnected her cal l  after d ie  asked the CA IO dial a 
nll inhel~ limn hcr speed dial l i s l .  She statcd that the CA kepi asking her to repeat. She asked 
the CA to wa i t  but the C'A sen1 "Thank you bye C A  XXXX SK" and disconnected. 

Cusl imcr Service apologised lor Ilic inconvenience aiid assured [l ie Customer tlial thc incidcnr 
would he in\esligakd. 

The ( 'A  explained t l i a l  she pimiipted ihc uscr tor another call bur there was no response. The 
CA sent the proper hot key and disconnccted the call when there was s t i l l  no response, ujhich 
\ua\ ter i t icd 81 rhc worksratioii hy a wpemisor on duly. The CA was counseled to ensure that 
a l l  pimccdures were tbllowed. 

' l i e  Assislaill Operalions Managei~ returned the Custoiner's ca l l  on 12il2/02. The Customei 
stared that she has rrouhle undeistanding the mechanics oi-a VCO cal l  hui w i l l  conlinue to use 
ilie rela?. h e  Cusioniei was ollcred a home v i s i t  hut declined. The Customcr was aatisficd 
wi l l i  h e  inliirmatioii given. 

R~c.ord I D  7244 
Cirll 7irhrn By Lrod C~,4  
C1-l .lunrher 1169 
R c ~ . p ~ n d e d  61, Dchornh 
Rc\ponsc I)ulc 12/12/~/2 
Rcolurion 12/12///2 

S e r v i c ~  Conrplaiir~.$--CA Hung ('ust<vnel.colled IO ieporr t h a t  the ( 'A lhad disconnected h im 

, -  
Inquire D u ~ r  12/27/02 
Rcrord ID 72 7.3 
C d l  Titken By 
(:1 ,Vumhrr. 1187 .W 
Kcynwded BI' .W(i/rih~n 

Rc~nlurinn 12/29/02 

Custonier t l ia i  tliz incidenl Mould he inLestigated. 

rli? C.A explained Ihar the voice user liung up on the cal lel .  The CA sent the pmpcr hoi kcy i o  
infunn the u w  The C'usromei hecanie angiy and hung up. which was wr i f i cd  a t  the 
woihsraiiiin hy a supcruisoi oii duty. The CA was counseled to ensure that a l l  procedures were 

R i y m w  Dmc 12/27/02 li>II<)ucd 



Cii* lomci~ ireported lliai ilic ( ' A  \was slow replying and discontiected i l ie line 

Cu.;lrimci. Ssl.\ lcv apvlog17ed lor l l ic incon\,enietice and assured llhc Cusromer lhal ihc CA 
i\,,uld hc cnunwlcd 

I'hc C'A <\plaincd d i a l  Ihe \'OICC user w a h  noi  responding SO shc nifonned rl ic ' I T Y  user ilia1 
~ h c  \\\as mi respiiiise from Ihc \ i i i cc  person I'hc w i c e  party linally responded and asked rhe 
c.1 IO Ili>ld. 

I I I C  ( 21 t'urlliei~ explained 11131 Ihi(wghnu1 the ~0nveis3t10it rhe I I  Y usct~ icfused lo wal l  i<ll 

l l ic Gh d i d  c\~crnually hung up OII t l ie L O I C ~  party. The <:A s a d  tha t  she intnrmcd rhc voice 
part) llirli ihc I~rY user was no longcl~ on rhe l ine and (hen cnded the call. 

Tltc ( ' 4  %;IS counseled hy a super\;isnr io ensurc rhat  a l l  procedures werc Idlowed on h i s  call. 

A VC'O u ~ e i  was upsel hecausc thc CA was typmg too fan1 and using quesiivn marks. Thc CA 
\\;I> uii:ihlc io undersrand the \n i ce  paiiy. 

TIiih \WL a11 N I ' N I  c a l l  s o  thc CA requesred a supervisor to assist \vil l i  the  call. ' I h r  
s u p e n  i so t  aliemplcd IO cvplain thc call procedures regarding NE'NI. but the caller was s l i l l  
upsel Thc proper piocedures ~veiw esplained i o  ihe Cusro~ner including that rhc Customer 
nccdh to a x L  the voice party ro repeal "ha1 ihey had said during an NE'NI call as Ihe relay 
irciitiliii> cnln]?lcrcly invisible. 

CA I I 8  I II;I.< a rypiits spced o f X 6  wpni with 96% accuracy 

Service Cr1rnplain~,~-:-C,4 Tjpittg 

Inquire h r c  12/2/02 
RerorJ ID 7220 tlw CZ ~ o u l d  he counseled. 
CirN lnlicrr C.u,siorncr Seriicr 
M x r  
Cy4 l u m h -  1279 I 
Hc~.\pnndivl BJ. 4m.r 
Rc.vpnn.w I)u/c 12/2/02 
Kcsoluiiorr l2/.30/02 l 'hc Cuclonici u;is salislicd wi l l i  l l i e  ou~co~ i i c .  

'Thc Cuslotiiei~ complaincd Ilia1 Ihc CA had poor typing 

T h e  Pioglani Manager responded by rmai l  Io lhe Cusloiner and informed the Cuslomer thal 

The C',4 was couiiseled by licr supervisot and wi l l  continue 10 be monitored by Quality 
,4riui'arice 1 1 1  c l i e c l m g  tlie ( 'A '<  typing scnres it was found that  thc CA has a il typing speed 
o i h 5  WPM \ v i ~ I i  95'lb accuracy. 

Srrvicr Cornplainis-- 
Rittgiiifi/Vo .4ir.sw~er 

C'uhtoitici callcd IO inquire u h y  IIIC d a y  was it01 answering. The Cusromer slated flit relay 
number 1usi iang and 110 one anwered. 

C'usroiner Se i \  ice apulog17cd and cnplaincd 10 ihe C'usiomer rhar the relay was cxpci-ieiicing 
liiglr c a l l  \nluiiieh a t  t l t i i i  uinc and suggcs~ed ihai the C'usromei sray on thc linc lor the nest 
wvi~ilahle C'.\ l h  CLI<~OIII~I~ undctmlood. : :4  



S c w i c c  Compluinr-- 
Riuging/Yo Aii.swer 

l t i  quirt, U ~ I I C  X/2.3/02 
Urc.orJ ID  6Y2.1 

Kcp 
< 4 . lumhrr 
Rr.$pondcil 81, Mmrih ( I  

Rcsponw Ihrre W2.Zi02 

Custiiinei stated he \uantcd to place a relay cal l  bul llie CAS were inot answering. The 
Ctisiomci~ a l s o  sii i tcd l i e  dialed the relay access number at least .: t~mes but could not get 
i h i ~ l l u ~ l l  1 0  il C'A 

C'ustoinei. S e n i c e  ie i~ i l i ed  the d a y  access ~nuiiiher the c a l h  was dialing and infoimed i l ic  
caller 111.11 tlic ircliiy \<ab  cxperieiiclng high call \oIurncs and suggesied that the C'usloiiicr stay 
oii Ihc l i i ic kii. i l i e  next available CA. 

011 X 2; 0 2 -  LlL? w a s  111 conipliance wi lh Ihc t'CC iule that states X5 percent o l a l l  rclay cal ls 
i i i i i 1 . t  he ~ i i i w e r ~  W I I I I I I I  le11 sccoi id i .  ( 0 5 %  ofca l ls  were answzl-cd wi t l i i i i  I O  scconds mi this 

r,rkm el, ~ ~ , ~ ~ l , m r r . ~ ~ ~ , ~ , , ; e c  

Rewilution 8/23/02 dii?.) 

S e r ~ i c e  ('onipIairrtv-- 
Ringing/% ~4 ri.snx*r 

I Iic C'us~oincr cal lcd into thc relay and rcccivcd a recording that said. "pls hold for tlic ncxt 
C4" .  Slic was bciy upsct that slic i.cccivcd this recording and lzels the relay i s  m i l  doing 11s 
~joh propel 14.. S l i r  &'as also upset rhal upon connecting. the (:A asked her to repeet. 

Inyuirc, Dutc 3/29/03 
Reciird ID  i4YY 
Cirll 7'ithrn B v  Lcud (14 
CI .Iumhcr 1240 

C u w n i e i ~  Service apolog ixd and explained that tlie relay was experiencing high Ii-al'lic 
virluiner at ilia1 time aiid suggested the Customer stay on the line liir the next available CA 
C'iistoiiicr Sewic? explained that if she hung up. she would lose he i~  place in the c a l l  queue. 

l ~ l i c  ('usiciiiici dcclined a Iollou u p  ca l l  regarding the CA inquiiy and said that she would t ly  

hr i  ci i l l  ;igaiii la lcr.  

l'lic C'A miis couiircled and explained that he did not liear thc la61 digit ofthe phone number 
the ('uskmicr wanted io call aiid t l ie CA asked licr to please repeat. 

OII .; 2 9  03- L R S  was 111 conipliancc with the FCC rule that states X S  percent <if a l l  relay cal ls  
n iu t  he answered within ten seconds (X9% of the calls were answered within I O  seconds on 
Ihib day . )  

Tcclinicul C~~rirpluitir.~-Bu.y~. ( ' u < ~ ~ u n c i ~  reporled lie was unable to acccss tlic relay T T Y  line 

iii\trocled the C'ustoiner t u  cd l l  Ihe Louisiana Relay Service Voice nuinber as an allernative 
ut i i i l  a l l  lrcli i i ical diit icultics \rere resolved. 

Citll 7irkrn  41. Cir r~umc~ Servicc, 

C : l  .Vrmrher 
H c p m l c r l  I$? . I m j  
Uc\pon.w Ihrr 6/25/02 
Ucwluritm 6/25/02 

11 \ \a> dctenniiied i l i i i t  A I &  1.. Hainil lon's X00 probider. inadvertently disconnected scleral of 
IH;iiiiilion'\ relay access iiurnhcis. A l l  autoinatic rerouling lo anotlier Hainiltoii cenler was a l s o  
di.abled by A l ~ K l ~ .  

.Mxr 



Torlrnicrrl Cimpluinr.v-- B U . ~  C'u>lninei~ irepcirkd he was uiiahlc to access the relay TTY line 

C'tisloiiier Srruicc infornied Ihe Customer t l ia l  wc were experiencing technical dilficullies and 
i i isi i i ictcd the C'ustonier to call Ihe Louisiaiia Relay Service Voice number as an alternative 
until all technical difficulties were resolved. 

s i g n  ul/Blockuge 

Inquirc 1 ) r i r r  6/3O/Il2 
H ~ c ~ r d  ID 67llJ 
Ciill 7 i i t c i i  61. (U.~tnnrcr-  Senicc, 
U,Vl 1 1  \ \as  delennined thai ATXT. Hamillon's 800 provider. inadvertently disconnected several o f  
. ' - I -  

(~11 lunihrr- 
l Ir .y>ndccl Bi. Uehornli 

K ~ ~ . \ o l r r l k ~ ~ ~  6/2.(//12 

Hamiltiin's relay a c c e s  iiuinbeis. All autoiiialic rerouling to another Hamilton center was also 
disiihled hy Al~&T.  

Ke.Ypon.\r I)u1c 6/25/02 

T~~rlrriical Ciimpluin/v--Busj~ 
Signul/Llli~ckcr~e 

Inquire Diire 6/25/02 
Hccord ID 6 71 I 
(id1 lukm RI. <u.$!iirner S i v ~ i c e  
Iky 
(~2.1 Vunihrr 
Rc.\ponded Bv Dchor-all 
K'.y"I."' nllrr 6/25/02 
Kcwlutinn 6/25/02 

Curtoiiici i.cpui.tcd l ic was uiiahlc t o  a c c c s ~  the relay Tl-Y line. 

( ' i i s m i i e i ~  Servicr inlotined Ihe C'uztoiner that we were experiencing wchiiical di l l icul i ies and 
i i i \ i rucled ihe Curloiiler to ci i l l  the Louisiana Relay Scw icc  Voice number as an alternative 
unti l  iill lcchi i ical  di l l icul l ics wcrc resolved. 

11 \*as dcicriiiiiicd !ha1 A 1 K: 1. Hamil lon's 800 provider. inadverteiitly dinconneeled several of 
I lilinillcrii'h relay accesh numbers. A l l  autoinaric rerouting lo another Hamilton ceiitcr w a s  alsn 
l i l ~ a b ~ e d  by x r &  I~ 

C't i~t i i i i ic i  Scrv icr  inloimed the C'ustnmcr that M'C were experiencing tcclinical difticulrieh and 
iii>ii.uctcd l l ie Cu\lonier to call the Louisiana Relay Sei.vicc Voice iiuiiiher as a n  al Icnia l iw 
u i i l i l  ;ill technical difl icullies weir iesolvcd. 



Twlriricul Complaints--tlusj~ 
Sigu uI/Blockugc 

Inquire D ~ I I P  6/2.5/02 
R~~ci i r r l  ID  671.1 
0111 Tukerr &I, Cir\romw Scn.icc 
KP/J 
(-1 .Sunihrr 
R ~ ~ . ~ p u r i d d  @I, IMoriilr 
R'ywn.w Ihrc 6/25/02 
Rcrnlulimr 6/25/02 

Cuwnie r  iepoi.lcd hc was uiiable Io access Llic rclay T T Y  line. 

('uhloiiier Se i \ l cc  inloniicd the Curlomer that we wcrc cxperlenciiig i ec l i lw i l l  difticulries and 
i i iwucled lhc Cus~iiiner IO ca l l  i l ic Louisiana Relay Servicc Voice number as an alwrnative 
ui i l i l  iill tcclitiical di l l icul t ic\  wcrc resol\ed. 

I( w a s  dclcrii i i i icd t l ia l  A l R  I. I lanii lton's XOO provider. inadvci.tcntly discoiineclcd s 

Hainiltnii ' \ relay acceas iiuinbers. All  autoinatic relouting to another Hamilton cciilei- w a h  also 
diwbled h!; .&I.& I 

TidrnicaI C~~ntpluirtf.v--tlu.v,i~ 
.FipraI/Blockup 

Inquire Duro 6/25/02 
Rrcurd ID 6715 

Cuslilniri~ irelxirlcd l ic u.as uiiable to access the relay T T Y  l ine .  

('usminer S e n i c e  i n l h n e d  Ihe Custoinei- that we w e i r  experirnciny technical difficultics and 
iiihlrucled Ihc C~usloiiici to ca l l  the I.ouisiana Relay Service Voice number as an alternative 
unli l a l l  technical difficulties were resolved. 

('u>roiiici~ callcd tin hcl ia l to t 'a  Vdniily incmber. 'I'hc lamily member was unable to access the 
relay 1 ~ T Y  line 

Thr C'urioiiier Service Manager infomied the C'ustomcr that we were experiencing technical 
dilticultics and  insli-uctcd the Customer to call the Louisiana Relay Setvicc Voice nuinher as 
iiii rlltcrnrlli\c until a l l  technical ditliculties were resolved. 

1 1  u a s  dcierniined lhal 4 IR1'. Hamillon'\ 800 provider. inadverlenlly disconnected scvcral 01' 
H;iinilton's relay 11cc11ss numbcis. A l l  aulomatic rerouting to another Hamilton center was also 
disiihled hy ,%~l~& I~ .  'l ' l ic caller understood. 

Tidi nical Complaints-. Buy,  C'unloiiiei. reperted lie u a h  uiiablc I o  access the relay T T Y  line. 

C'uslomei Sen, icc  Inh i incd ll ic C'usioiner thal we wcic cxperirnciiig technical difticullie\ and 
instiucted ilic Customer 111 ca l l  the Louisiana Kelay Service Voice number as an alteinati\c 
unii l a l l  technical i l i l l iculties were resolved. 



C'ustniiicr i~cporlcd l ie u a s  unable 10 access l l ie rclay TTY line. 

C'u%toiiiei. Sct v i c c  i i ikwiied i l ie  Cusioiiier that we wcrc cvperieticing lechntcal difticuliies and 
InGiruclcd i l i c  ( 'us~ntnet~ IO call the I ouisiaiia Relay Sewice Voicc tiumbet.as an alleinBii\.c 
iiiilil iill Icc l i i i i ca l  di l l icul l ic\  Mere resolbed. 

II w a s  dclrri i i incd I l ia t  AT& 1'. Hamil ton's 800 provider. itiadccrrently disconiiecicd sc\cral  of 
I l i i i i i i l k i i i ' s  ielay :ICCCSS nunibers. All aulotiiaric rerouling to another Hainil lon ccnicr was also 
dixabled h) A ~ l ~ & T .  

Tcdrnical C~inrpluiiirs--Bu.s~, Cu~ro i i i c i ~  repot-red lie w a s  unable IO access the relay TTY line. 

Cu\limict- S c n  icc iiitbmied the Custonier ihai w e  were experieiiciny rechnical difficulties and 
insliucied the Cusioiiicr 10 ci i l l  tlic 1.iiuislana Relay Service Voice nuniber as an a l l ema l i ve  
unl i l  a l l  leclinical dil'licullies were resolved. 

Si,q,l ul/tllocxugc~ 

Inquirc 1)uh~ 6/25/02 
Rrctircl ID 6-19 
Cull lbh~en 81. C u.vronrer Servicc 
R.," I( w a s  derennined tha l  AT&'I .  Hamillon's 800 provider. inadverienlly disconnected several OS ...,, 
C-I , l i tnrhiv 
Rc,.\pcml(vl 61. (itrit 

Rmpiin,w Dufr 6/25/02 
Rr,rolufiotr 6/25/02 

I lanii ltoti '? i.ela) access numbers. All  automatic rerouting to anorher Hamilton center was also 
di.whlcd by 4~1 K 1 ~ .  

%~chiiicnl Cornoluinr.+-Llu.w Cuvtiliner reporled lie was unable to access the relay TTY line 
.Fignul/BlncXage 

C'u>tuiiiet Servicc i i ikiii i icd rhc Vusromci~ that we were exDerirncine technical difticulties and 
I 

iiisiructed the Cuutoiiier to ca l l  rhe l~ouisiana Relay Service Voicc nuinher as an allernalive 
until a l l  lecliiiical dilliculries bere resolved. 

I t  \*a\ dclciniiincd t l ia l  A ~ l ~ &  I, Haii i i l lon'r ROO provider, inadvertently disconiiccted several of 
Hainilloii's relay access numbers. All autoniatic rerouting i o  another Hamilron center was a lso  
diwhlcd hy 4 18: I 

Inquire 1)ore 6/2.(/02 
R c ~ o r d  ID 6 720 
Cull Tukm 61. C u ~ i m e r  Sewkc 
Rczp 
< : 4  ,Vunrhcr 
Rc\piintlcd B v  Ctrr.tt 

Rcqwirrw Durv 6/25/02 
Rrsnluritin 6/25/02 

~llir C'uhronicr r cpmcd  i l i a1  i l i c  CA hung up on lieu 

polvgi7cd for !he incotiveiiieiice and assured lict. thc incidenl u'ould be 
in\i.sliyated Ci istomci~ Sctwice a l s o  asked die Customer i fhc'she mould like a retuni c i i l l .  
T h e  C'iisroincr i u n s  tip h c h c  gn  i i ig any cniitact infomiation. 

r i le  C 4 c.xl)laiiied t l iai the systc i i i  logged lieu out automatically during the call.  the incidcm 
\,:I> d i ~ i i i i e n i e d  properl! and the tcclinical department was notified iniiiiediately. 

11 \ \ a \  de lm i i i i ed  hy  tlic Techiiical Department that  one o f t he  telecommunication faci l i i ies 
 vi^> dihahlzd 
illl(lll1cI. Celllcr 

l ' l i e  ctrcuil was up withiti s i x  minutes. Al l  calls were auioniatically rert>ulcd io 



I lic C'itstotiier reporled l l ia i  l l i c  CA hung up on lier 

C ' t l s t<x ie i  hervicc apoloyizcd Ibr (lie iiicotivetiicncc and assured h c i  d ie incident would br 
mecl ignicd. Cubtimer S e n  ice a l m  x k c d  the Customer If he/she uou ld  l ikc a rciurn call. 
u l i i c l i  l l ie <'ustonier declined. 

The ('.A explained that the system logged her out autotiiatically during tlie cal l .  The incldeni 
w:i> documrntrd properly and i l ic  lcchnical department was notltied immediaiely. 

It was  detcrniincd h) ihc TccliniciiI Departlnetii Lliat one ol' l l ie ielccotnniutitcaiion fiiciltttcs 
!GI, dirablcd. Tlie circuit was up wilhin \ i x  iniiiutcs. All  calls w'ere automatically rerouted lo 
ani,llici cciitcr 

Tec.hnic,aI Comp1ainfc.- Linc 
Divconnecred 

I lic ( '~ is~o incr  rcpwted that whett she called into the relay the CA asked hcl- to repcat the 
nuinhci s l i c  w i i i i~cd  to cal l .  'rhc CA then typed. "CA here hcllo arc you there CA". When she 
wa' gi \ , i i ig the CA llie nuinber l l ie second time. she heard a beeping in the phonc. The 
('ilstirtncr inquired why tlie C'A could not l i car  licr. Inquire I)rrrc .?/2/l/.? 

Hword ID  74.31 
Cul l  TuuBerr Rt, Le'ld <:1 
C:l .Yunihcr 1166 
Rcywndcd B v  D ~ r d  
Rcj.\ponw I h w  3/2/03 
Rcwilurion .VS/0.3 

~ ' i i ~ l i ~ i i i c r  S e n  icc apolq$rcd t i1 the caller and assured tier the incident would hc investigaied. 
It was dctemiinrd by the Technical Deparrment that the Customel- had disconnected the line. 
Tlie CA had fidlowed correct procedures. 

C'u\timict~ S c i ~ i c c  cal led the Customer back. who was satislied with tlie infoimatioii given. 

Tidiriicul Conipluinr.s--Linr 
Disconrircred 

Inquir1, nerc .</x/0.3 
Record ID  7450 

( ' u ~ l o n i e i  reporled i l i a t  the C'A stopped respotiding during Ii is call. 

Cuhtoinei Senicc tn lomicd ihc Customer that  there had been lecliiiical problems at  thc 
w~irkstat i i~ i i  iind apolog ixd h r  the inconvenience.  the Custonier was sutisilied with the 
ii i t<nii iatioii gi\'en and stated he u'ould ca l l  back into i l i e  relay to placc h i s  ca l l  again. 

rlic Lead ('A w h  us is t rd  w i l l i  [he ca l l  explaincd that she was called ovct~ to the workstation 
bei.auw tlic kcyhoard w a s  no1 uorking pt.operly. Tlie workslation had to be restarted. 

I lic C'u~iomcr staied she placed a ca l l  10 her daughter. During the call the CA stopped 
re>potidiiig I'Iic Custoniei waited and ahked the CA what was going on hut the CA kept 
<a?ing hel lo  Tlicii. the call went dead. 

'rlic ( ' A  W:I> coutiueled and explained Ilia1 she was liaving lecliiiiciil dil l iculties a t  licr 
worhsiatim 111 ihe middle i i f ' t l ic ca l l  she could iio longer hear the Loice user. Slic iiifoiiiied 
[lie T I ~ Y  user I l ia !  sl ic w a s  haviiip dif l iculi ies and thai [ l ie Custoinei. would have to cal l  hei 
hack A super! isor asslsicd with ( l ie call. restarted her workstation and checkcd the CA's 
hciidsci I O  ctisure t l ia t  ii w a s  iiot damaged. 

('[ihtiiiner Sei\ icc returned tlic Customer's call. Thc Customer appreciated thc ca l l  and said 
shc w o t ~ l d  cal l  again if she had ;idditiimal difticuliies. 

1 hi, ( ' 4  wiis cr~u i isc lcd hy a ~ u p ~ r v i x ~ r  to ensut~c i l ia i  a l l  procedutes  re fi,llowed 



C'u.;loiiici i~cporicd that  long distance calls had been charged to Iii\ number. which appeared o n  
liir Iclepli ime hill. He staled l ic docs no1 have a long distance carrier and did no! Inakt. any 
long dislaiicc cal ls  

( 'usli)!nc~ S c t ~ i c c  apologized niid i i i l ~ i lmcd  llir C'ustomer that the inalter w'ould he 
in\eslignied. C'usioli iu Sci-\icc asked hiin to fax or mail a copy ol'his phonc hills I I c  scnt 3 

copy of liir hill\ io i l i c  C'ualoii ici~ S c n  i c e  Department. A chech of his C'usiotiier P io l i l c  
rc iea led t l ial  l i e  had rcquustcd lo have his long disiaiicc cairici~ i.ciiioved from 111s prolile. but 
IhaL lir lied 1101 rsquesied a long dislaticc block. ~l 'hc  C'A was nut ai error. HIS long dislancc 
c a i ~ ~  u i i ,  rc-elilered i i i lo lhe  piwlile wiih rcsfiictiivis on Inlig d i m n c e  calls as requesled. I'hc 

l l i c  C'uslnmer staled lhai  it ('A uscd 111s long distance " i l l rgal ly" . 

c'll.;lolll~1 ,,?I.\ g i \ cn  il clcdl l  i7t.23 Ce l l tS  


